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DEPARTMENT OF HEALTH, EDUCATION AND WELL.FARE
) OFFICE OF THE SECRE T \RY ’
OF FICE OF CONSUMER Al ¢ 4IRS
VWA MINGTON D C

May 1977

Dear Conference Participant:

We are especially pleased to send you a summary of the second
annual Consumer Education Catch-Up Conference which was held
November 11-12, 1976, at the Department of Health, Education, and
Welfare in Washington. Also included is a listing of conference
participants.

We appreciate your investing the time and money to attend the
conference and your contributions in making this working conference
a learning experience for all of us.

It is our hope that you,will find the summary helpfulﬂas it
highlights speeches, panel-discussions and workshops on successful
_programs, concepts, technlques and major consumer issues.

Sincerely,

% La',tl,/: VR Kaeesh ,‘“‘

Frank McLaughlin
Acting Director of Consumer
Affairs .
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SUMMARY . ' (

(3 P

In- November 1976,. over 400 educators, commnity leaders, program
administrators, consumer advocates and journalists met to explore and
assist each other with consumer education -- what works, .for whom, with
what materials, under what conditions, and at what cost. Just one year
earlier in November 1975 the first Consumer Education Catch-Up
Conference was held, and 200 concerned consumer leaders attended. This
100 percent increase in attendance and the fact that the participants
paid their own way to Washington prove that consumer cducation is truly
becoming widely recognized as a subject:.and as a process vhich are
needed by consumers across the country, on an interdisciplinary basis,
in the community as well as the classroom. ’

The conference was designed with one purpose in-mind: to introduce
peopie new to the field of consumer education to the principle issues
facing consumers, and to share and examine program designs, tcaching
methods and materials that have proven to be effective.

By all accounts the conference met its goal. Consumer leaders
serving the low income and the elderly assisted educators teaching at
the secondary level. Curriculum specialists exchanged ideas with
State consumer office administrators who produce materials for the
commmity. Everyone was challenged by being exposed to new problems,
creative solutions and different sources of funding for their programs.
Over 40 states were represented by the 400 participants.

-Qummaries of the individual workshops and speeches arec presented
in this booklet. Several conclusions cmerged from different discussions,
sugoesting that all of us in consumer education, despite cur diffevent,
> background and’functions, share much in common. The major conclusions
expressed were:

1. Consumer education is a growing subject. It 1s rooted
in the five basic consumer rights, and in fact is the
fifth right. 1t can be presented successfully through a
variety of processes. It is far too important to be
designated the responsibility of any one discipline.

2. Consumer laws are needed to protect consumers in areas
where the individual cannot defend himself. However,
enforcement is also needed if these laws are to be

- effective. Educating the public as to their rights
and responsibilities under the laws enables consumers to
become enforcers of the law.

6
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3. If consumer education is to bé effective, it cannot
alvays be objective. Frequently marketplace abuses
require that consumer education take on an advocacy role.

4. Consumer education can and should be delivered through
every pcssible channel in order to reach the public:
through the media, in the classroom, at social service
offices, on Indian reservations, through a Federal or
state agency, in senior citizen programs, and at the
retail business level. -

S.” Although consumer educatiom materials are giowing
rapidly in quantity, the quality of these materials is
not improving in a parallel manner. Free materials are
not always good materials. Cof@iderable’work lies ahead
to encourage the evaluation and dissemination of materials
which meet real consumer needs.

v
Progress has been made, and progress is still to be.made. There
is. enough work for everyone i we- are.going to nake consumer education
an effective force in service to consumers. One step would be to .
develop two or three suceess stories to-share with newcamers to the
field of consu cr education at the next conference, hopefully in
November 1977. :

Sandra L. Willett
formerly with the Office of Consumer Affairs

presently Executive Director
National Consumers League

/
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N . PROGRAM

, SECOND ANNUAL CONSUMER EDUCATION
. /’ "CATm_UP" IS .
- OFFICE OF CONSUMER AFFAIRS
| In Cooper .tion With
) ~ OFFICE OF EDUCAT.ON'S CONSUMERS'
ENUCATION PROGRAM
Department of .
N Health, Education, and Welfare
o~ November 11-12, 1976

s

Ed

WEDNESQ’AY, NOVEMBER 10
/ .
Exhibits open 2:0) p.m., Room 1137, HEW

THURSDAY, NOVEMBER 11 .

. CONSUMER EDUCATION OVERVIEW ,
- 8:30 Registration in HEW Auditorium S
v 9:00 Opening: Sandra L. Willett, Associate Director for
’ Consumer Education, Office of Consumer Affairs

9:15 heynote Address: Virginia H. Knauer, Special Assigtant
to the President and Director, Office of
Consumer Affairs
9:45 "Comprehensive Consumer Education - Concepts, Techniques
> and Challenges': Lillian H. Mohr, Professor, Consumer
' Economics, Florida State University
10:30 Coffee and Conversation
11:00 "Consumer Bulletins - Summary of Major Concerns"
. Presiding: Martin R. Petersen, OCA Director of
- : External Liaison
Warrranties: Frank McLaughlin, OCA Director of Program
Development and kgiplementation
Housing: Nell Weexley, Director, Office of Consumer
Affairs, New .Orleans, Louisiana
Student as
Consumer: Sandra L. Willett
Insurance: James M. Stone; Commissioner of Insurance,
’ - Commonwealth of Massachusetts
: . 12:30 Luhch (on_your own) .
: Exhibits (Room 1137, HEW) .
1:30 CONCURRENT WORKSHJPS
. 2:45 "Starting Consumer Education in the Classroom"
P Presiding: Charles Cavagnaro, OCA Director of Field Operations
Panelists: William Johnston, Director, Consumer Education,
. Trention, New Jersey
Robert Alexander, Supervisor, Consumer Education
ESEA Title IV, Jacksonville, Florida

.
X
o




4:00

"Consumer Education on a Low Budget for the Low Income' ' .

Presiding: Gaye W. Lae, OCA Associate virector for State
and Local Programs

Panelists: Lilly Bruck, Director, Consitmer Education, X ]
Department of Consumer Affairs, New York City , .
Caroline Stellman, Executive Secretary, Consume¥ ~ o .
Council, Baltimore, Maryland

"Low Income Consumer Counseling'

Presidirng: Frank Porter, Deputy Director of National

Programs, Nat1ona1 Consumer Infbrm?t1on

Cente Washington, D.C.

Panelists:’ E11zabeth FieJd, Consumer Coord1nator, Housing

: Assistance Foundation, Lafsing, Michigan -

Vincent Quayle, D1rector St. Ambrose Housing

Aid_Center, Baltimore, Maryland

"Hoy to Get Federal Materials “to Consumer Educators?" -

Presyding: Lee Gray, Coordinator, Consumer Education,

) Department of Transportation

ts: David F. Peterson, Executive Director,

Consumer Informaticn Center, Geheral ‘Services

Adminis:ratian -

Kenneth Rashid, Director, Commmity Informatjon

Program; Division, Consumer Product Safety

Commission

Ed Riner, OCA Deputy D1rector for Consumer

Connnu11cat1on

Panel

""Consumer cation Teaching Techniques and Materials"
Presidjng: redith Fernstrom, Directdr, Consumer Education
D - Dyvision, Department of Cemmerce
Panelists: Rosella Bannister, Director, Consumer Education
ice ‘Center, Eastern M1chigan University,
Ypsilanti, M1ch1gan ‘\\\\;\\
Fetterman, Department of Home Econom1cs —

Univearsity of Connecticut .

"Delivering r Education to Minorities"

Presiding: Juanita Yates, OCA Associate D1rector for Special
Panelists: Son1a rt1z, D1rector of Consumer Programs,

" Philade h1a, Pennsylvania -

Emily Velasquez, Director, Consumer Education e

and Advodacy Program, All Indian Pueblo Council, __ . °

Albuquergye, New Mexico ‘X '
"Conducting Consumer ucation from State/Local Offices" {‘

Presiding: Joel Weisbgrg, Deputy Attorney General and
- Director, Bureau of Consumer Protection,
Harrisburg,\Pennsylvania
A '
“’ . . -
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Panelists: Barbara Greégg, Execut1ve.Dlrector,
Montgomery County.Office of Consumer Affairs,’ :

Rockville, Marylapd .
s ~ Nell Weekley, D{%gzior,-Office of Consumer .

Affairs, New Orleans,- Louisiana
""What Cunsumer Comp1a1nts Mean to Consumer Educators'

Panelists: John Goodman, Vice President,,Technical’
. Assistance Research Programs, Washlngton, D.C.
Wélton G y, Regional Consumer Service
Specialist, HEW,~Dallas, Texas
Helen Gaiser, Manager Consuper Respons1veness“>
Division, U.S. Postal Service

e Helen Hall OCA Assistant Director of Ecunomic
Policy,and Planning x ~
4:00 Plenary Session in Aud1tor1um - 'Edlucating for Consumer
5:00 Representation' .

Presiding: Michael A. Sterlacci, OGA Deputy Director
Panelists: James Brodsky, Deputy Assistant Secretary for
Consumer Affairs, Dépdrtment of Hou51ng wnd-
Y- Urban Devqlopment
’ Nancy Steorts, Special, Assistant to the Sec.etary
for Consumer Affairs,” Department of Agriculture
John Webster, Specidl Assistant to the Secretary
for Consumer Affairs, JDepartment of Treasury
6:00 Consumers Collaboration (cash bar) at “Skyline Inn
8:00 10 Bye Street, S.W.

-

FRIDAY, NOVEMBER 12
CONSUMER EDUCATION ISSUES

8:30 Registration-ir. HEW Auditorium

8:45 Opening: Juanita Yates

9:00 "Consumer Education and Protection"
Featured S. John Byington, Chairman, Consumer D"'oduct
Speaker: Safety Commission

. 9:30 "Food and Nutrition Education for Consumer Educators' :

" Presiding: Howard Seltzer, OCA Deputy Directar for Program
. Development and Implementation

Panelists: *Michael Jacobson, Director of Food Day .
Opal Mann, Assistgnt Administrator for Hdme;\
Economics, ExEE§§1on Servicé, Department oﬁ

S Agrlculture

10 30 Coffee\and Conversation

/
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Presiding: Allan Finkel, OCA Assistant to the Deputy Di rector

[*]




10:45 "The Question.of* Ut111t1es/Energy Copservation for
Consumer Educators"
Presiding: Curt Jernigan, OCA Director of Economic Policy

Panelist: S. Lee Richardson, President, Consumer . e
! Federation-of America _
11:30 "Credit and Banking Issues for Consumer Educators" "

- Presiding: Robert Steeves, OCA General Counsel
4 Panelists: -Carolvn Aldrich, Assistant for Education )
and Informatlon, Federal lleserve System
Mary Martha McNamara, OCA Attorney " 2.
Curtis Prins, Staff D1rector, Subcommittee on :
Consumer Affalrs )
12:30 Lunch (on your own) : .
Exhibits (Rogm 1137, HEW) '
1:30 '""Evaluation of Consumer Services Tor Consumer Educators
Presiding: ‘gloward Seltzer
Panelist: bert Krughoff, President, Washlngton center
. ~ for the Study of Services
2:15 "Potential Resources for Consumer Eaucators'
Panelists: John Adams, Senior Program Officer, Title I,
HEA, Office of Educizﬂon

Bertha King, Educatign Program Spec1a115t
for Consumer and He . maklng Education, Office
of Education’ ‘e
Bonnie Naradzay; Special. A551stant for
Compensation, Federal Trade Commjssion c
Caroline Ramsay, Consumgr Actiogp Coordinator,

* Community Services Admin 10n .
Dustin Wilson, Director of Consumers’. Education,
Office of Educatlon,, I !

L 4

3:15 Summary: Sandra L. Willett ) :
3:30 Adjowrnment: Martin R. Petersen
[N s $
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- CONSUMER EDUCATION OVERVIEW .

u

November 11, 1976

e

9:00 Opening:- Sandra L. Willett, Associate Director for ‘
Consumer Education, Office of Consumer Affairs

*"Consumer education is alive-and well and growing thanks to your
efforts.'" Having said that, Sandra Willett set the theme for the two-
. day conference. Ms. Willett reviewed the objectives of the conference
and called on all participants to explore consumer issues and help
-determine how consumer education could be advanced in the media, -
“schools, comminities agd at the State and Feuerai ievels. She
mhnitted that *consumer laws are needed," but added that '‘enforcement
is also important.' "If enforcement is going to work, however, educa-
tion needs ‘to be in place." Ms. Willett corncluded by telling conference
participants that consumer. educatlon has come a long way, but st111 had
a long way to go.

9:15 Keynote Address: Vi ginia H. Knauer, Special Assistant
to the President and Director, Office of
Consumer Affairs

Virginia Knauer challenged those attending the conference to:
(1) find riew outlets for reaching people of all ages who have left the
school systems; (2) find new ways to’ transmit the information that will
help them to cope with the marketplace; (3) improve their ab111t1es as
professionals to communiczte.

Ina Speech which highlighted the Federal consumer educat1on
initiatives in general and OCA's in particular since the 1975 Consumer
Education Catch-Up Confererce, Mrs. Knauer stated that- consumers could
not afford to make costly i takes. Yet, mistakes are being made
because consumers do_not, have the educaLlon they need to cope effec-
tively with the job market, supermarket or the money market. In
. explaining how bad the situation is, Mrs. Knauer cited several

examples:

12
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" "71.7A natioral survey on cConsumer math achievement

released in July 1975 by the National Assessment of

Educational Progress found that many consumers lack

the fundamental math skills required to deal with the °

economic problems. The survey of over 34,000 17-year

olds and 4,200 adults found that, in general, consumers

were unable to use hasic math principles, such as

figuring fractions or computing percents to make reasoned

purchasing decisions. 3

2. A much broader study was conducted by the University of Texas
which found that barely over gne third of our adult
population is proficient in the routine = rer trans-
action involved in managing a famil® ot

. NQting that she has always given consumer education very high
priority- within her office, Mrs. Knauer read President Ford's. state-
ment designating consumer education as the ''fifth right of consumers. "
The message was read at last year's Consumer Education Catch-Up ‘
Conference. The right to consumer education is the fifth under the
"Buyers Bill of Rights" which includes information, choice, safety and
the Tight to have complaints satisfactorily resolved.

The most significant development, according to Mrs. Knauer, is
the publishing in final of the Consumer Representation Plans which
were designed to make the 17 Executive Departmerits and agencies more
responsive to consumers. Under the Plans, consumer education and
information materials will be developé on a variety of consumer issues
and programs will be initiated to get this #nformation to the public.
Since active consumer participation requires comprehensive consumer
education, Mrs. Knauer called for help from consumer educators,
community leaders and state and local officia.s in educating con-
sumers so that they can use the new avenues open to them by the
Gonsuner Representation Plans.: : '

i
i

f Mrs. Knater indicated that an interagency Coasumer Education

ind Information Liaison (CEIL) was established to facilitate problem
solving in Federal consumer education and information programs, coordinate
/these activities and promote more effective consumer education. CEIL
‘meets monthly and has provided the atmosphere for a cross fertilization

of ideas and useful linkages. .

‘ Besides last year's funding of the 66 new consumer education P
projects,, OE's Consumers' Education Office has awarded contracts
for the publication of a new Consumer Education Bibliography and a
"how to" consumer handbook providing information about forming a

b
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consumer organization and describing consumer training programs.
Mrs. Knauer indicated that OCA and the Office of Consumers' Educa-
~ tion will be jointly producing the publications.

One important need, according to Mrs. Knauer, of solving the
problems of fragmentation and duplicatian is to create a central
resource center for consumer education. She envisions the center
serving as a clearinghouse or referral .center to disseminate appro-
priate information and materials that would promote and conduct
objective research. Working with members of the business community
to spearhead a drive to establish a business-supported National
Foundation for Consumer Education, Mrs. Knauer feels that such a
foundation would bring together education, govermment, labor and
industry leaders. Pledging to continue her efforts, Mrs. Knauer
said that the concept of a foundation is one of the few ways she
knew of to resolve the conflicts, duplications and contradictions
presently characterizing the national consumer education field.

In"closing, Mrs. Knauer expressed the hope that the conference
would be the sprirgboard for developing other innovative approaches
that eventually would lead to fulfilling consumers' fifth right,
the righf to consumer education.

-
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9:45 "Comprehensive Consumer Education - Concepts, Techniques
and Challenges', Lillian H. Mohr, Professor, Consumer
Economics, Florida State University

Continuing the theme first expounded by Sandra Willett 1in her
opening remarks and repeated by Virginia Knauer, Lillian Mohr told
those attending the conference that ''Consumer Education is alive and
getting healthier. It is finally gradually gaining acceptance."

Dr. Mohr, who was a consultant with OCA last year, indicated
that the approa 1 taken to consumer education should depend greatly
on the characteristics of those we are attempting to educate. The
approach used to motive children in primary and secondary grades

shouid differ appreciably from that used in adult education programs,'

with the working poor, with senior citizens or with young people.

Dr. Mohr cauticned that new ways to transmit cor.umer information
must be found for those outside the school system. Since few of the
poor are Fikely t)> sign up for formal adult education classes,
informal avenues -- such as health clinics, churches, social eecurity
and welfare offices -- should be explored to bring consumer education
and information to the hard-to-reach consurer.




Dr. Mohr pointed out some basic concepts . that relate to
consumer education: scarcity, money as a rationing device, profit,
opportunity costs, decisionmaking, inflation and bookkeeping costs.
She jokingly reminded the audience that "everything costs."

While addressing the fact that consumers have rights, Dr. Mohr
also pointed out that consumers have responsibilities in connection
with these rights. Examples included: (1) Safety responsibilities
including examining merchandise for safety features, following use
and care instructions, and reportimg unsafe products; (2) Under the
right to choose was the responsibility to recognize income limitations
and to treat merchandise with respect; (3) The right to be heard
meant knowing where to go for help and understanding existing laws
and standdrds.-

Use of the press for disseminating education and information
about consumer programs is often overlooked, remarked Dr. Mohr. She
referred to a State-wide study of consumer awareness in Florida
which indicated that people in a community where the newspaper gave
daily in-depth coverage to consumer matters proved to be better

informed about state agencies, laws, their rights and responsibilities'

than any where else in the state.

Another way o - getting mileage out of consumer programs is to

connect with other 1gencies with similar interest and do things jointly.

Dr. Mohr suggested that organizations such as Common Cause, League of
Women Voters, National Urban League, Federation of Women's Clubs,
sororities, fraternities, NAACP, the Scouts and Y Teens were always
looking for programs and could virtually guarantee the audience.
Advisory councils should be made up of people from various service
organizations, community-.action programs, State and local agencies,
businesses, churches, schools and colleges.

Dr. Mohr added that bringing speakers into programs from the
community is a worthwhile technique. The Auto Dealer, Insurance
Representatives, Barker, Small Loan Company operator, and the Stock
Broker would give knowledgeable presentations. She did suggest that
speaker - expert~ could be kept on track if (1) they are briefed
thoroughly on the objectives of their presentations, and (2) asked
for a simple outline for distribution. ;

Dr. Mohr cautioned consumer educators that so much consumer
education materials was available that it is important not to inundate
students. The field is flooded with textbooks, government and non-
government materials. Dr. Mohr did request consumer educators who
developed new materials to submit them to ERIC {Educational Resources
Information Center) so that others could benefit.

10
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——11:86-"Consumer Bulletins—=Summary of Major Concerns'— — -~~~

Presiding: Martin R. Petersen, OCA Director of External Liaison

Warranties: Frank McLaughlin, OCA Director of Program
Development and Implementation

Housing: Nell Weekley, Director, Office of Coﬁsumer .
Affairs, New Orleans, Louisiana

Student as
Consumer: Sandra L. Willett

<

Insurance: James M. Stone, Commissioner of Insurance, Common-
wealth of Mussachusetts

Frank McLaughlin's discussion on warranties dealt mostly with
the warranty bill written two years ago; a law which at that time was
still not totally in effect. Covering the four basic provisions of
the bill, he noted that under the mandatory regulation provisions, the
written terms of disclosure won't be in effect until 1/77. On the
régulations regairding dispute procedures and Congress' attempts to
encoutrage industry to form their own voluntary complaint mechanisms,
he indicated that while technically in effect, only the Home Building
Industry has a complaint mechanism. Other provisions include point
of sale concerning both manufacturers and consumer as well ds used
‘car warranties that had to be initiaced in 1976. However, there still
are no clear-cut boundaries for limited and full warranties and the -
length of time the warranty will last. McLaughlin also pointed out
that "the duties « © consumers'' has not been issued. This failure,
according to McLaughlin, has ied to less meaningful, more conserva-
tive warranties.

Nell Weekley explained that the problems of housing are numerous
and include property rights, tenant-land-lord relationships, home
repair and purchases, and energy costs. Unfortunately there haven't
been very many successful programs. She recommended seeking out other
agencies and working with them, as well as meeting with new-comers
to find cut problems. Whatever the method, Ms. Weekley indicated that
the goal should be to stretch the housing dollar and make it more worth-
while.

Sandra Willett stressed the importance of a Federal program that
could help the prospective student-especially since higher education
as a single purchase, is second only to purchase of a house.




—— - —— -vAIT iT ot well-ineducation purchasing," Willett explained.
There is too much misleading advertising and inadequate information

_on requirements, financial aid and tuition. Other problems include
changing requirements for graduation, abandoning graduate—programs,, —
non-delivery of services and a lack of counseling for professional

guidance. After pointing out all of these problems Willett optimistically
foresaw government, educational institutions anc accreditation boards

all helping to solve\tﬁe problems through self-regulation and increased
Consumer awareness. , .

James Stone covered Massachusetts programs to aid consumer choice
Y in purchasing insurance. In discussing techniques used in making
policies easier to understand, he stressed the need for clarity so that
consumers would not have to solely rely on lawyers or the salesmen to
know of the coverage-extended.

< .

o

1:30 - 2:45 CONCURRENT WORKSH(PS

pinp e 7 amer

"Starting Consumer Education in the Classroom'

4

i
Presiding: Charles Cavagnaro, OCA Director of Field Operations

. y
Panelists: ~William Johnston, ‘Director, Consumer Education
‘ Trenton, New Jersey N
Robert Alexander, Supervisor, Consumer Education ESEA
Title IV, Jacksonville, Florida™

t

1

] .
Robert Alexander described a pilot project, funded under ESEA

Title IV-C, for consumer education curriculum development. The objective

is to develop a series of sixteen instructional units and a procedure

for setting up consumer education programs for school districts. The

3-year, $110,000 project, ‘centered in the Duval County School District

(Jacksonville, Florida), features use of high school teacher volunteers,

who upon receiving special in-service training, teach from a curriculum

based on sixtecn areas of projects selected and identified consumer

competencies.

“ William Jo »ston stressed the importance of consumer education

curriculum focusing on the "end product” which is the individual who . -
must make marketplace decisions. Johnston recommended that curriculums

be developed: ’

]
’
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L — (D—to-imbue an attitwde of “healthy skepticism™ of the market-
place which is evidenced by confidence in dealing with merchants
-(i.e., not scared to stand up for ones rights), inquisitive in getting
- _needed information about products or services, and being aware of
enable the student to carry out marketplace transactions with con-
fidence and competence. Johnston noted that it was impossible in his
view. to list all the needed consumer competencies in convential break-
downs, rather he urged curriculum developers to focus on the elements

into’ a matrix permitting the selection of needed elements to fit time

can then be geared to and capitalize on the immediate interest of
students.

"Consumer Education on a Low Budget for the Low Income'

4

Presiding: Gaye-W. Lee, OCA Associate Director for
State and Local Programs .

Panelists: Liily Bruck, Director, Consumer Education :
Department of Consumer Affairs, New York City- :
Caroline Stellman, Executive Secretary \
Consumer Council, Baltimore, Maryland eoT

o»

Caroline Stellman stressed the importance df utilizing existing
3 resources within the community which are available to the consumer
educator. Federal Executive Boards, for example, which are located
s in 26 cities across the country, generally have a consumer priority,
% and by tying in with their programs, virtually all of the resources
of the Federal agencies in that area are available. Ms. Stellman
alsc discussed the importance of locating the myriad groups. with
special consumer needs and identifying the expertise within the group
which can be utilized and directed to meet these needs.

[

g Lilly Bruck's discussion centered on a consumer education
philosophy which rests on two pillars: s5pecialization and multiplica-
tion. She defined specialization as a way of directing the message to
the groups' special “interests and multiplication as a way of reach1ng
leadership so that input becomes multiplied by output.

f

to be included in a curriculum. These¢ elements might then be formulated

and circumstance. He added that selec¥ion and sequencing of the elements

alternatives and consequences of decisions consumers makes,-and (2) to - -

\
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_"Low Income Consumer Counseling"

Prasiding: . Frank Porter, Deputy Director of

National Programs, NCIC, Washington, D.C.

Panelists: Elizabeth Field, Consumer Coordinator, Housing
5 Assistance Foundation, Lansing, Michigan
! Vincent Quayle, Director
St. Ambrose Housing Aid Center
Baltimore, Maryland

Frank Porter briefly discussed the objectives and activities of
the National Consumer Information Center. He informed the audience
that NCIC, with a grant from the Community Services Administration,
had trained and counseled staffs of community action agencies in
developing consumer education programs. NCIC also co-sponsors
national, regional, state and local workshops and low-income consumer
conferences.

Elizabetn Field's discussion centered around-the relationship -
between counselor and client. She warned that if a client feels that
a counselor does not care, he or she will feel threatened and uncom-
fortable. Ms. Field noted the importance of listening. She identi-
fied and discussed the positive and negative ways of listening.

Vincent Quayle discussed how the St. Ambrose Housing Aid Center
assists first-time home buyers over the hurdles by providing counseling,
helping to prevent foreclosures, and extending consumer-oriented real
ectate ‘services to its clients. Having served well over, 1,000 people
since 1972, the Center is well guare that buying a house is no easy
task for any family. For low-iMCome and minority families who have
never been homeowners, the barriers can seem insurmountable.

wiow to Cet Federal Materials to Consumcr Educators?"

Presiding: Lee Gray, Coordinator, Consurmer Education,
: . Department of Transportation

Panelists: Mary Arsenoff, Consuir Information Center,
General Services Administration
Kenneth Rashid, Director, Community Information
Programs Division, Consumer Product Safety Commission
., Ed Riner, OCA Deputy Director for Consumer Commmication




| Mary Arsenoff, sutstituting for David Peterson, informed the

E audience about the Cénsumer Information Catalog and its listing of
about 250 Federally produced consumer publicaticns. CIC will make
available to teachers bulk quantities of the catalog upon request.
Teachers also can get up to 20 free publications among those listed
in the catalog. CIC does not provide bulk copies of an individual
publicatiop (other than the catalog itself), but CIC will inform
teachers how 'to get bulk copies frci the agency that produced the
publication. All correspondence should be addressed to Consumer

- Information Center, Puehlo, Colorado, 81009. :

Ken Rashid explained thkat the job of the Community Information
Programs Division of CPSC was to ''sell' safety to consumers. "Selling"
| material includes publications, radio announcements, television amnounce-- - -

ments, films, slides, fact sheets and posters. These materials are
uysed to inform or educate consumers about safety at five decision

. points irvolving consumer products: How to selectga safe product;
how to use a product safely; how to maintain a product for safety;
‘how to safely store a product; and how to safely dispcse of a product.
A catalog (publication no, CPSC-75-620-9) of CPSC information and
edlication«materials is available from Consumer Product Safety -
Commission, Washington, D. C., 20207.

. S, X :

- Ed Riner tald the audience about Consumer News, published by ¢
OCA. . Consumer Néws, which is published the first and fifteenth of
each month, reports on:Federal programs for consumers and informs
consumers about proposed new regulations of Federal agencies that will
affect consumers. Consumer News is a valuable summary of Federal
consumer information. Free copies are not available, but an annual
subscription is available for $4 by ordering from Consumer Information
Center, Pueblo, Colorado, 81009.

Murray Howder, Chief of Acquisitions and Document Division, of
Educational Resources Information Center (ERIC), was not on panel,
briefly explained ERIC. He stated that ERIC is a decentralized B
system sponsored by.the National Institute of Education for the 2
purpose of providing bibliography control over the literature of
education.

2y
15




E 3

2:45 - 4:00 CONCURRENT WORKSHOPS

"Consume Education Teaching Techniques and Materials"

Presiding: Meredith Fernstrom, Director, Consumer Education
Division, Department of Commerce

Panelists: Rosella Bannister, Director, Consumer Education
; Service Center, Eastern Michigan University
.. Ypsilanti, Michigan * .
~—————- - - Elsie Fettermar, Department of Home Economics - -~
. University of Connecticut

&

. Approximately 70 people attending the session heard Rosella
Bannister talk about their S.point check system for evaluating con-
sumer education materials. The guidelines are as follows: L
) R i
1) Is the information accurate, timely, and up’ to date?
.2) Is the information practical and related to real life
problems?
3) 7Is the information balanced and objective? L
’ 4) Does it stimulate further study, inquiry and tritical
Ny, . ' thinking? ' t i _ |
/ ‘ 5) Is it sgitable for the intended audience? . . :

~

a0 Ms. Bannister invited persons to write her office to obtain infer- .
’ mation on how to design a consumer education filing system.
) Elsie Fetterman, currently working with the Office of Consumers' - i
~  FEducation, shared some of the resources Home Extension Service in bt

Connecticut has developed for consumer education and information, One
resource was a series of films produced by students which relate 'to
_consumer topics such as the Fair Credit Reporting Act. She reminded’
_the audience to contact Home Extension Services in their area for
- material and information. Home Extension Services are excellent
AN sources of 'people'' resources as well as paper resources. Maintain- .
~ ing contact with this service is not only profitable in tcrms of the
material it produces, but may prevent duplication of effort by other
’ organizations, agencies or department§. -

<

~

In order to stimulate a question and answer period, Ms. Fernstrom
used an interesting and effective technique éf throwing.a ball to a

o
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participant. The pégson catching the ball could ask a question or
- talk about a project. In most cases, the participants acted as their
own resource. The technique was most effective in "breaking the ice.”

e

"Delivering Consumer Education to Minorities"

Presiding: Juanita Ygtés,,OCA'Associate‘Director for
Special Concerns

v
-

Panelists: Sonia Ortiz, Director af Consumer Programs, -
Council of Spanish Speaking Organizations =
Philadelphia, Pennsylvania - }

* Emily Velasquez, Director, )

Consumer Education and Advocacy Programs, .
A1l Indian Pueblo Council, New Mexico -

- -

Sonia Ortiz highlighted the '"Placemat' project dnd "Before-You-
Buy" service during her discussion on consumer education activities - -
of the Council. Placemats in Spanish and English, ,giving consumers
-valuable advice and hints on protecting themselves against many com-
mon ripoffs, are being used in restaurants-and luncheonetts by the
pedple who live and work in the predominantly Spanish-speaking -
neighborhoods of the city. The placemats outline a few simple steps
that allow consumers to protect themselves. .

In the "'Before-You-Buy'" program, leaflets are regularly
gisseminated throughout the Spanish-speaking communities. The leaflets
provide up to date information on products inthe marketplace.

Emily Velasquez discussed how the Council operates and described

the activities of the Consumer Education and Advocacy Program. The

- program which began in 1973 with technical and financial assistance
secured by OCA, has become a model for other Indian tribes. Thei
program trains Indian consumer advocates to teach cohsumer education
and handle complaints on their reservati ~Ms: Velasquez stated
that the Council has also developed consumer films, materials, para-
legal representation, housing counseling programs and alternatives
to the traditional trading posts.

Y

»
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. ' * "Conducting Consumer Education from State/Local Offices"

¢

-t

"v Presiding: ~ Joel Weisberg, Deputy Attorney General and
‘ Director, Bureau of Consumer Protection
Harrisburg, Penncylvania

Panelists: Barbara Gregg, Executive Director
Montgomery County Office of Consumer
‘& Affairs, Rockville, Maryland - _ -
) Nell Weekley, Director, Office of Consumer
~ . Affairs, New Orleans, Louisiana T

Joel Weisberg, Barbara Gregg, and Nell Weekley mac'e presentations
that focused on State and local offices using the media.in the con-
sumer education effort. Ms. Weekley added suggestions as to utilizing
media as a tool in the delivery of consumer education while
Mr. Weisberg gave tips on the use of radio programing and Ms. Gregg
.on targeting public appearances. The workshop discussion centered
around the question of once the problem is identified and an :
education/informatjon response prepared, how do you get the informatien
out. A consensus was reached that television should be the ‘first

- choice because of its potential for reachir , large audiences.

"What Consumer Complainfs Mean to Corsumer Educators'' -
) , .
Presiding: -Allan Finkel, OCA Assistant to the Deputy Director-

; Panelists: John Goodman, Vice President, Technical Assistance
. .. Research Programs, Washington, D.C.- .
- Welton Grundy, Regional Consumer Service Specialist,
HEW, Dallas, Texas ) -
Helen Gaiser, Manager Consumer Responsiveness Division,
“U.S. Postal Service )

Helen Hall, OCA Assistant Director of Economic Policy
and Planning . - '

] . ) o

_ John Goodman gave a rundown of tlie content of the study to improve
handling of consumer complaints. The study is a four-phased project
which began in July of 1975 and will end in November 1977. ‘The first

3

phase included a review of the 15 regulatory agencies; the second .
\\ phase added 7 morg Federal service oriented agencies such.as SSA and
\: L
! 4
18 i :
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~. TV and radlos are tops on the list of consumer ¢omplaints.

Iad s

e .
Y —_—

VA; and the th1rd and fourth phases are'in field offices, examination
of state and local governments and private corporations.--These. _ .

———— : -

surveys include (1) site visits; i(2) random sampling of files, and R

(3) mail surveys. According to Goodman "In Federal agencies 30 to
40 percent of the complaints are m1sd1recred to agencies who-de-not
have Jur1sd1ct1on "

_ " - _

—

TARP hopes to help solve " somé of the problems in firms. which
handle complaints.

.
: —
H

° T— .

0 Helen Gaiser began by informing conference participants that
from January 1, 1976, to November'S, 1976, 39,766 pjeces of correspondence
was received; 26 364 were postal problems 13 000 mail order preblems,
and the remalnder were inquiries.
L
Ms. Gaiser strongly encourages customers to go to their local
post loffice to settle their problems These, complaints are taken to
top management who, in turn, attempts to solve the problems. The
Postal Service has a booklet entjtléd "Consumers Guide to the Postal
Service' written in English and Spanlsh

Welton ‘Grundy indicated that he had worked on a pilot prOJect.in
the San Antonio area to help people solve their problems The pilot
project recruited outreach workers froq ‘agencies in the areas who dealt
on a one-to-on¢ basis with the complaimints. Dallas, Texas has estab-
lished an Office of Consumer Affairs and. kept records of complaints
that came in. The office set priorities and proposed ordinances, which
were usually passed since the office had good backup materials avail-
able. Mr. Grundy stated that not all businesses are at fault. .

Helen Hall informed those attending that she is working on &
“uniform consumer complaint index. Less than 5 percent of the people
in the U.S. who have complaints ever- file them with any U.S. -agency.
However, she said that the complaints they do receive seem to be
representative of the types of problems- that occur ofter.

OCA's survey on the top ten éomplaints is évailah;e for those wno
are interested in receiving copies. Automobile repairs, appliances,
mail orders, furniture and carpeting, credit, housing, real estate,

[

\ OCA uses the complaints received as a program plannlng tool. She
éuggested that consumer educators ceuld also use the complaints con-
sumer offices receive as a curriculum guidance tool. OCA is workinc

o
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tn adopt a standard classification system which will be broken down
into categories and will include the nature of the problem. Ms, Hall
urged everyone to make use of the State, county and city consumer
office directory and -the new consumer organization directory.

4:00 "Educating forConsumer Representat ion”

Te—

Presiding: Michael A Sterlacci, QCA Deputy Director
)

< . Panelists: James Brodsky, Deputy Assistant Secretary
for Consumer Affairs, Department of Hqusing
and Urban Dévelopment . _ ° :
Nancy Steorts, Special Assistapt to the
Secretary for Consumer Affairs, Department

—of-Agriculture : )
John Webster, Special Assistant to the
Secretary for Consumer Affairs, Department
of Treasury .

This panel gave an overview of Federal consumer representation
programs through illustration by three Exécutive Branch Departments.
$ . . >
. John Webster discussed how his role as a monitor and stimulator
in the Treasury Department creates a cooperative network to meet their
~goals of increased consumer representation. After explaining the USDA
progrem, Nancy Steorts built upon Mr. Webster's presentation by cover-
ing in depth the opportunities for and importance of consumer advisory
_committees ingovernment. Jame$ Brodsky closed the session with X
examples of consumer representation.in specific programs at HUD. In ’
addition to discussing publications, and home buying, he covered
responsibilities under the Real Estate Settlement Procedures Act.




_— y * CONSUMER' EDYJCAT (ON ISSUES . ..
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« N - ~
8:45 Opentng: Juanita Yates, OCA Associat~ Director , )
. for Special Concerns -
-
» v 9:00 Featured .
. Speaker: S. John.Byington, Chairman of the Consumer
Product- Safety Commission P
N . o
John Byington opened the second d# of the conference by inform:

» ing consumer educators that more than two thirds of the nation's y
safety problems concern the people who use products, not the products
themselves "Therefore, the ultimate answer to consumer safety,' he -
said, "is an educated and intelligent consumer.' To .achieve this goal
he L.rged consumer educators to help the consumer deal with the "
marketplace -- primarily by teaching consumers to assimilate all the

- available information before purchasing a product. .

) . Byingtom reported that approximately 6,000 persons had written. B %
-5 the Commission.during the past year to state their interest -in ‘
*  participating in the development of Consumer Product Safety Standdrds.. )

v During that time, the Commission has initiated standards development -

> for gas space heaters electrical extension cords, football equip- .
ment and swimming pools. Byington urged those ,attending the conference
“to make ‘themselves available to part1C1pate in the standard development
proces., ~ . N

2. !
'] ! '- . : } »
9:30 "Food and Nutrition Education for Consumer Educators' . .
-~ . ) . ° ) K x._«" N .
Presiding: 'Howard Seltz&r, OCA Deputy Director for
Program Development and Implementation
Panelists: Michael Jacobson, Director of Food Day- . : '
- Opal Mann, Assisthant Administrator for .
Home Econriics, Extension Service, o,
. Department of Agriculture : ‘s ;
N P Michael Jacobson pointed out that Agriculture's materials, like I

o most nutrition,educatijon materials developed by ,_}he Federal Gover. ment,
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g . lzrgelyfignored the -Hle of today's typical American diet in the - -

: etiolcgy of the diseases that are the major causes of morbidity and

. " mortality.in middle-aged and older Americans. Citing increases in

- or comparatively high levels of Ameticans' consumption of fats, salt,
<, . __sugar and-highly refined carbohydrates, Dr. Jacobson related them to
such leading Amgrican public health problems as obesity, cardiovascular
- * disease, hypertension, and diabetes. He described consumer nutrition

: educatin materials available from Food Day and the Center for Science
{ . in the Public ‘Interest that fully presented these aspects of nutrition
“af\ along with the more traditional. )
Eﬂ’?

{ : Opal Mann described and discissed materials available from the
s Department®of Agricylture useful in consumer nutrition education.

can
&
-

10:45 "The Question of Utilities/Energy Conservation for
Consumer Educators' .

Presiding: Curt Jernigan, OCA Director of Economic Poiicy’
Panelist:  S. Lee Richardson, President, Consumer Federation .

N of America - - .

Lee Michardson's comments mostly dealt with how best to discuss

: ~gg_iﬂ;hﬂggnsumers;,energyr,—enefgymeonservativﬁ*ﬁﬁd'ptilj,fi’és: Acéording®
-~ " to him, the problem stems from the fact that consumer 2ducators and
consumer activists must explain the concept of electricity to people
who don't even know what a kilowatt or electron is: He offered ,.. ..
three solutions: (1) to be skeptical about anything concerning eﬁergz;
(2) to produce more understandable material, but not by the oil
companies; and’' (3) to go to environmental consumer groups when there
is a problem in interpretation.

11:30 ""Credit and Banking Issues for Consumer Educators"

Presiding: Robert Steeves, OCA General Céunsel

s Panelists: Carolyn Aldrich, Assistdnt ,for Education and
o Information, Federal Reserve System
: Mary Martha McNamara, OCA Attorney
. 4 Curtis Prins, Staff Director, House of Represen-
. tatives, Subcommittee on Consumer Affairs

22 27 c




Carolyégzldrich reviewed the laws related to consumer credit -

protection and emphasized the need for education on private lawsuits
as a means df enforcement of rights granted by these statutes. She
described materials currently available from the FRB to consumer
educators and discussed further materials urder development Indi-
viduals with an interest in specific consumer protection laws and
materials+related thereto should contact Ms. Aldrich at the FRB,
20th Constitution Avenue, N.W., Washington, D.C., 20551 (202/
452-3667) . r

~ -

Mary Martha McNamara outlined the issues her office has been
monitoripng on €lectronic fund transfer systems, particularly the
issues related to privacy, stop payment, security, float, and proof
of payment. She also discussed some ancilliary impacts of EFT, such
as the elimination of first class mail and the patential effect on -
the postal service. Further information available from the Office of .
Consumer Affairs, Department of Health, Education, and Welfare,
330 Independence Avenue, S.W., Washington, D.C. 20201. g

Curtis Prins discussed the operation and effect of the provisions

“of the Fair Credit Billing Act which allow dis#ounts for consumers
paying cash as compared to the price charged thoSe consumers u$ing
credit cards. He emphasized that a 'foot in the door' approach was
to seek cash discounts for the "aged" and then utilize the prohibi-
tions on age discrimination to enlarge the scope of the discount.

‘Mr. Pring also ‘sumparized the propased Truth-In-Savings and Financial
Institutions Acts and expressed the view that the 95th Congress would .
again address the issues in these proposals. Further contact, House !
Subcommittee on Consumer Affairs, 300 New Jersey Avenue, S.E.,
Washington, D.C., 20315 (202/225-9181).. -

1:30 "Evaluatiopof Consumer Services for ConsumgerduEators"‘
v ’ // - A ?
R . ' e ' ' -
Presiding: Howard Se’tzer . ‘(- . ‘
Panelist: Robert Krughoff; President
Washington Center for the Study of Services

\ ’ R
. Robert Krughoff, whose organizati n'publishes consumer services
evaluation magazine called Washington Consumers' Checkbook, said that .
- there was a need for more service oriented consumer publications in
Other areas of the country. He also urged educators to get studepts

)




involved in similar consumer service evaluation projects. The
quarterly magazine has been published twice; the first issue on
health care services and the second on automobile services. These
publications are unique because they evaluate services,naming service
business-establishments and documenting how well they were rated.

One major problem with starting a similar organization, accord-
ing to Krughoff, is the time needed to develop sources of outside
funding. The Center did submit a report, to OCA which outlines the
key information needed for evaluating various categories of services «
and starting a publication such as Washington Consumers' Checkbook.
T